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Citizen Relationship Management

Citizen Relationship Management 1s
the practice of tracking citizen
requests, reports, complaints and
compliments and responding to those
requests 1n an effort to serve the
citizens better.




Intranet Quorum

Intranet Quorum (IQ) 1s the nation’s
leading browser-based Citizen
Relationship Management system.
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1Q Functionality Includes:

* Citizen Database

* Correspondence Management
*  Workflow & Case Tracking

* Event Tracking

* Internet Mail Management

* Boards & Commissions

°*  Press Management
s ' intranet
*  Reports oo QUORUM

X
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A Quick Look at the IQ System . . .

Business
Address
& -0 ARAEI® | TBSH @ - |
12 Help People Tools Events Lenislative Press Frojects ht2 Setup Log Off
Return to Summa Fick Again
Prefix First Middle Last Mame Suffix Appellation
[hr. N [Howard Armour [Dawvis | 7

Prirnary Business Caunty | ﬂ CRTE
org 1 |CDWDHE[HDH Department Precifct District

Ory 2 |
. . Communications
Title |D|reu:t0r Type Mumber Description Prmry
Addr 1555 Butler Avenue |Business Phone =] [555-2136 |Diract v Unlimited
Addr2 | [Home Phone =] 5552732 | - | B contact
City |5t Paul ﬂ |Interet Address =] [hdavis@isp.gov [email r information
State |MN—Minnesuta ﬂ | j | | u
zip  [s5103 7
Sal 1 |Huward People Infarmation
Called regarding funding for State Road .

Sal 2 | improvements 4/19/93. Un“mlted
Birthday [12/30/1949  memiddivy & Text Field

|GOV.CNTY— County Governm j| ﬂ| ﬂ —

Affiliations

|VIP—\J’ery Important Person ﬂ

People, not documents are the heart of the IQ System.
Multiple addresses, contact methods, codes and ad-hoc
information 1s easily recorded for fast retrieval.

User
created
unlimited
codes
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view

-9 BN 0uI N a5

I Halp [Qexprass People | Tools | Events | Legslative Prss | Projects | IMA | Setup | LogOff
Searchfigain | Pickfsam | #dd to Househiold £dd to Orgatomation £dd People: PrcrPerson Mexd Person
; e g 3 ~ Nir.Howard Armour Davis - 7008258 - People Summary g
Resiricted Access
Show &1l [Hide &1« Show Crenezal Diformation | Edit Person | Add & Mew Sddress | Delete an Addrese | Assionaé &eericy Contact | Display Label Address |
General Information Thete ate no other members of this household in the database, Tim
| Hule Pergimg Mail | ShowClosed Mail | Add eongng | Add Ovutgomg || Repest Last Letter || DisplagasTable | Sorl Ascending Date f ime
Blail Summary It Davris has 2 pending letters and 3 closed letters, saving
features
1 Pending Outgoing: 2120492 , hethod: usmail, Issues: AR - Aborton, Aide: QC
Fesponse: laul | Type: bnail | Path: Viigdatabase\dos'public'form'lau3 doc
2 Pending Cmtzome: 2117000 , Iethod: wsmail, [ssues: ADM - Admindstration, &1de: QC
Rezponse: test filling | Type: tmail |, Path, Vgsmp'dos'public'form'\iest fillins wpd Add new
| Hide Open Workflows ‘Show Closed Workflows [ fdd Workflow Display as Table Gnleigos: | [ requests
Workflow Summary Myt Diaviz has 1 open wotldflow and | closed wotidlow,

1 106061 . This Open, Active, priovity 9, Case iz assighed to ge and involves My Howard Asmour Davis. [t was opened on 07/19/1999 by ge.

| dd Fvent

Ereni Sunmary Mt Daviz has 0 associated events-.

| Add Projeot
Projects Summary W, Dravis has 0 open project(s) and O closed project(s).

The People Summary Screen presents all citizen data for
each individual. A complete history of postal mail,
telephone, internet mail, fax, field interviews and office
visits are quickly and easily reviewed.
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3 People Edit - Dr. A Harley Smith - Microzoft Internet Explorer

Fle Edt Visw Go Favoites Help n

10 Help I0express People Tools Ewents Legislative Press Projects A Setup Loz Off
Eeturn to Summary Pick & gain 10 Ilail
Frefix First Nliddle Last Mame Appellation

Suffix
. j A, [Harley [Srmith j
Primary v |Business = County | ﬂ CRTE |14
gl |AW Smith Sporting Goods Pracinct District |0

Org 2 |

e |Man ager v Tipe Imw Description Primry
Addrl |?1 9 South Harris Street |Elusiness Phaone ﬂ m Ii 7
iaz | | = I —
ciy 1 | I I R =
State M5 — Mississippi 7 [ ] — r

i ﬂ
Prmary [ |Business = County |770 ﬂ CRTE |27 i
Pegl | Precinct District |0

Dtz 2 |

_ Communications
Title |Manager Il Type Mumber
Addel  [2157 Northlake Parkway |Home Phone =] (601} 938-1280

Addr2  [Ste 102 | =]
ciy | ﬂ | =]

State M5 — Mississippi 7 [ ] — ]
Fin [ 7] =

IQ People allows your staff to easily make changes to
existing people records.
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&l MEIE
Fils  Edit Miews Lo Favertes  Halp Giddiess |@ http: ##igemp: 800/ c_asp/ic_add_people, azp?pid=7008253 j E
L N N ﬂ @n B L = T e e T ey
i J L ’; Address Verfication Results Page - Web Page Dialog
Q) Hely Peoplz Address As Entered Setup Lag Off
County Transportation Diepartment Again oo
555 Butler Avenue - Verified
Brefi gi St Faul, MM - Minnesota 55155 | Agpeliation as a valid
[1r 7| [ Address (105 2] address
; = Results
Primary & |Dusiness = :
Cirg County Transport: Company |CDumyTrﬂnspDr1E|‘an Departmeant YT
Oy 2 | Line 7 [FEE Butlar Avenus West
Title |DirE|:TDr Line 2 | Rt
Ecription Prmry
Adr 1 [E55 Butlar Avenue T [Saint Paul M — Minnesota [F5118 - feot =
| e
Addr 2 | B, 1814 =
Gty [5tFau Location Information Postal Information il 4
Stale [N - Mineson | Copgrass onal District 04 Carrier Rt 017 r Address
Zp 6165 [ County DAKOTA Celivery Pt 55 6 Info
Area Cods: 612 PO Type: Ragular ZIP Code
sal 1 JHaward Time Zone: Central Address Type: Strest ar — = enhanced
Sal 2 attuche: 44.90 Kesidential
Bithday 1273071948 e NI 93,70 B
Accempt ‘ Cancel | =
Affiliations |GOV'CNW*( hitp:/igsmp: 800 tc_asp/Maildddi_Checker. ;"5 Local intranet zone j
| k| il

Addresses entered 1nto the 1Q system are
verified against an address verification and
standardization database.
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=} Hame Search - Miciosofl Inteinet Explorer [ _ (3] =]
File  Edbt  View Lo Favontex  Help Address |@ hitp: Aigemp: 800/ _aspic_con_search_criteria.asp j
F-o-RENEIY HBSE
12 Help People Tools Events Legiclative Press FProjects 1PN Setup Log Off
Mame Search | Organization Search | Mail Search | Search by D Workflow Search | Other Searches | Recent Search | Add People
Name Search =
First and Last or Last Name Address [optional] Type [soundsxrebuns names

(far exampls, John De_dngelis) that sound similan
| | Exacthatch -

[Search | Reset| Search for
exact
Search Help... matches
or names
# First and Last or Last Hame Search. Enter the name as First Last or just Last. If searching for a two-word last name, type that sound
the underscore character { _ ) instead of a space, for example De_Angalis. L.
& Address Search. Enter any word or phrase that must appear in the address to be included in the search results. This s=arch similar

iz used in conjunction with a name search. Enter a percent sign (%) in the Mame field along with an address or portion of an
address (for example, Main Street) to find eweryons who lives at that address [or on that strest).
# Type of Search. A soundex search returns any names that sound similar. An exact match search returns any names that

match sxactly, including letter case. An ignore case search works like an exact match search except that it ignores letter
Casm

IQ Search Screens are of a common style and
format. Each search screen provides easy to use
options with imnformative tips printed right on the
screen.
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10 Help I express People Tools Events Legislative Press Projects IMA Setup Log Off

Hearch A gain Pick fzain o to Person S IQMMad
: : Letter
[memethal ] produption
Data 020472000 Ds” SRy qun/CRAOSr]S
File#t |n0-4236 | Normal - Arial - Word

Group I

. February 3, 2000 J

Incoming Comments

WMethod [Fax =y -
S ]DZFDE’QDDD Ms. Esther P. Jeffries
Sitaff [Haring Dawid =] |~ 201 North Carolina Avenue
B Deland, Florida 32720
Last Batch Mever Batched :
N Dear Esther:
Dutgnmg Comments . One of our greatest responsibilities as citizens is to protect the rights of animals

i aur shared habkitat. That iswhy | am so pleased to receive your recent email
canveying your heartfelt concern far animal rights. | strongly agree that action
must be taken to review our current system to strengthen the laws protecting

WMailing Address f* PrimaryHon | ' pets and widlife alike. =
spjeffries@erals. | E
- +
Form Letter Hame [# 1etter - Wigsm |=le[E sl .
Envelope Wdosypublicifo || Draw = [ Adtoshapes - S W IO E 4] & -2 - A
Save as  Pendin E‘F‘age 1 ‘ Ser 1 };1 .ﬁ.tlz.l Ln ? ol 1
Qther Options Switch i Edit Document | Add work Ao | Attachments | Delete bail |

" Correspondence is simple with 1Q’s mail creation features,
which include the ability to handle variable text processing,
“ad-hoc” text, letter formats, letter review and correction, letter
templates and library creation and update.
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relevant
fields
i J/: , J(T‘ " I g
2NN AFIYEHBI T
I Help [ express FPeople Tools | Ewents | Lesgtslative Press Projects IIA Setup Log OfF
Pick & gain GotoPerson | (o to Primary Ferson HMa Prior Workflow Mo Next Worldlow IO MTail

Case Summary - 105181 - No Primary Person
This workflow iz active and assigned to QC.

Show All Hide A1 Hide General Information Show Possible & sency Contacts EHide Aszzociated Prople Ed.tt Workflow | Add Workflow Hotes

Workflow Information The worldlow status iz Open, it was created by QC, the priority iz 9.
The worldflow was opened on 05/14/1999 03:30 PM, the due date 15 05/28/1999 03:30 PML
C Inguired about census workers in her neighborhood.
W S8 # ,ID #, Date , Holidays , ORIG_EMAIL , ORIG_NAME , ORIG_TRANS , Orig Name
., Orig EMail , Orig Trans
Workflow Codes CASE-casework, CENETE-Bureau of Census, HHS-Dept. of Health and Human Services
People Mdrs. Ecther Jeffries % = -
Organization for Testing, 2000 North Caroling Avenue, NV, Washington, D 20015, = mcoming = *Outgoing
RO2-555 AR5 A0 5%5- 53446, epjeffries@erols.com ——
Attach | Detach | AddStep|Set Remind/Tiuel *“attach *httach WE Fhttach || FAttach Word | Comgplete Releasze Feassign
People | People Motes % Penditz Diocutment Dibject Diocument Step Denership
o . & In 2009745 /T 4 STHANG 5/14/1999 0329 PM Mrs. Esther Pearl Jeffiies
w Active
closed 2345673
Frocess Case r ) lott i £
511411999 0330 ervwsanal letier regarding taxes.
Pl

Workflow is used to track and route citizen requests and
other office projects and tasks. 1Q provides two levels of
workflow -- workflow managed entirely within the IQ
system and IQ Extended Workflow that can be routed to
and from non-IQ users via email. Extended Workflow i1s
available as an add-on module.

Attach
photos,
documents,
and
scanned
images

Set
Remind
dates for
follow-up
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topic

<8 Event Entry - Microsoft Internet Explorer [_[=|
File | Edit  “iew Go Favortes Help Address |@ http:# figemp: 800/t _asplev_edit aspfid=new j E
o AEIR(HEBSH
12 Help People Tools Events Legislative Press Projects IS Setup Log Off
Daily Schedule
Date IM Far |Ou0rum Cantral j
Begin  [10:00AM Erm~J11:00 AM Time Zone | Central =
Status Im Private tajor T
Eudget Review Heet\ch_J_// _!
Summary
=
IT infrastructure and Citizen Jervice =
Maotes
=
Topics " j| jl j
| El

Event Tracking is a group scheduling system that is fully
integrated with the citizen database (People module).
With IQ you can manage conflicting appointments, link
events to citizen records, and keep a complete and
searchable record of all past, current, and future
appointments by type, topic, and other criteria.

Private or
Shared
Events
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email to
appropriate
oAl IR e R S )i B S s staff
A e e
[0 Helpr [Qexpress People Toolz Evenis Legislative Press Piojects s | Setup Log Off
Search & zain | Internet Ilail Inbox
E-Mail Exception Handler sorted by Ascending Date 2
From| To | Fange Select I Belect Al I Flaset I Delete I
Staff | H Tssue | :f:j Foute
S = . 18.0E18 & Mazlis) zvaatbie. S—
Date E-Mail A ddress Subject Exception Reason(s)
— . Message was diverted to exception handler
021031999 [N05ima pub@meil house gov f" RE.IM& Configuration Test- e on IMA Preferences. ul
T Auto Reply
i : . Message was diverted to exception handler
DE/03/1999 :Ral i RE: Responditig to your message hased on IMA Preferences. O g

crzendejag@sada net=

“I'u;Iessage was divertad to excepﬂnﬁ handler

felmowledgement of Gun Control based on IMA Preferences. -

:1]8fﬂ3f1999 ;bahabnemalﬂash.net I
Feply

RE: RE: DEIMé Configuration Tast - Message was diverted to exception handler

DEMD31599 THNOSima pub@mail house gov [ uto Reply thased on [MA Preferences. G 4
1042641999 E.Teffersnn Trudeaudac-desktop.com iascti)emml e R O 5
[ 1. . Message was diverted to exception handler [

072715999 Mo E-Mal address prowided TE3TS hased on I& Preferences. [ f

| | “I'u;Iessage was divertad to excepﬂnﬁ handler |
102771999 Mo E-Mail address prowided TESTZ baged on IMA Preferences. O 7

IQ’s Internet Mail Agent (IMA) provides email
management tools for routing, tracking, and
answering email.
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3 5] ]

File Edit View Go Favortes Help dddress |@ htlp:.n"ﬂ'iqsmp:El][lftc:_.aspa’se\ect_edil.asp?class_nameiﬂNSTITUENT&query_name=j E

- - QEAAEIT | TBRIT

15 Help Feople Tools Events Lewis|ative Press Projects il Sefup Log Off
Eeturn
People List Select Criteria 8
Marme |HIGHWAH’FUNDING Create Date A/Rf18599
Ctaff |JDhn5tDnd Diawid j Last Rur
s Househald 7] FINISTEC prake a selection from the
Sart D.rdn.ar |Name j Mumber “St: P
Description List created for outreach mailing to upc :|
Address Line 4 fareign only) =
City =
( Table Hame Field Hame Relator County Connector
— - ] ipt
m |Aﬁ|\|a‘[luﬂ j ‘Cude j |EO j |Sta‘[e Hir OrEgS;r:IiEaDﬁan e e} -
[ =] [Incominglssues = fissue Coce j [EC =] [Highwa gr_gﬂ”ifﬂﬁﬂn Line .
rimary

[ -] [Adress | [zip Code ﬂ [ -] Stae -
] E(| A Hl '
ml j‘ jl j | O | Cancel ‘ j'
m | j ‘ j | j | http:/fiqemp: 800stc_ ;'é, Local intianet zo ]- |
[ B AT Al || &l
[ A el | -

IQ allows users to easily manage lists by virtually every criteria stored in
the 1Q database. Lists are quickly and easily produced with the 1Q select
processor. They can also use the select lists to generate targeted mailings
based upon any cross-section of information in the database.

Pop-up
boxes
@ help users
navigate
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3 =18 x|
|
Board Seat List
Board Name :
Seat List
Begin Appointing Confirm Term
SeatiNotes Member Name Term End Term Authority PO LT
Ms. Ann Stidd ﬂ“uzm?fznnu (0173172001 j r |
Mr. John Jacobson Ed|[01/01/z000 [[1z/31/2000 | | r
02/01/2000 1273172000 | 7 r |
| | | 9 e
| | | K L
| | | 7 L
Seat Member Name Begin Term End Term Status
[There are MO CURRENT Members Pending Seat Appointment Hide | L
[There are 1 CANDIDATE members Shio |
[There are ? FORMER members Show |

IQ Boards & Commissions module maintains a detailed
membership list for each Board.
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1 q_board: 800 asp 0 a asp?people_1d (0394 D50 BIne plore .= R

J File  Edit View Favontes Tools Help

| I3 Help | Dexpress | People |T|:||:|Is |E\ten15 | Leqislative |F'ress | Boards | Taxi Cah | Projects |M | setup | Lag Off

| Search Again | Pick Again | Add to Househaold | Add People | Mo Prior Persan | Mo Mext Person | 11 bl
Disabled Veterans Commission - 7009471 - Board Summary =
Show | Hide Hide General Edit Add a Mew Delete an Assign as Agency Display Line
All All Inforrnation Board Address Address Contact Address
General Information There are no other members of this household in the database.
Business * Disabled Veterans Commission
12379 Jefferson Davis Highway
Suite 400
Arlingtan, WA 23445
Affiliations EMPTY-Empty
Board Information Contact Name

Board Chairman
Expiration Date 1243112002

Board Type ADVISORY

Number of Seats & |l |
Purpose

Meetings

Seat Restrictions
Compensation

Board Members Shii Al Hide Al Show Current Onby
This board has 2 current members and 2 other members
Other Information This Consntuent was added to the database 0210242000 .

z I - =

The IQ Boards & Commlssmns Summary Page
summarizes membership and contact information.
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Add Board Membership

Member Name

Board [TestBoard j Seat [seat1 ﬂ

Appointed By [counaiL—cou 2] Appointment Type | [ |
Appointment Status

Status |F0rmal Candidate j Application Received On IW

Term Begins Ii Term Ends Ii

Appointed On Ii Caonfirmed On Ii

Resigned On Ii Resignation Reason | j —
Member Characteristics

Mantal Status |Married j Gender Im

Palitical Party | j Occupation |SeniDrExecutive

Ethnic Origin | ~| Disabled No =

Background Review

Assigned To [Tester Testy =] Assigned On [04/0372000
=S AT it Dl e R | Foeem T | hd

IQ Boards & Commissions maintains accurate records for

Board Members and tracks appointment status.
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Search for
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documents
12 Help IQexprass Peaple Tools Events Legislative Press Projects 1A, Setup Log Off by
Press Search Add Document Add Regquest Add Qrganization Add Contact Add Scan Document Library nUMerous
Document Search = .
fields
Search Type | Document Search =

Document Name Includes Document Title Includes
Issue Code Hote Includes
| K |
Document Type Document Create Date Created by
|Press Release j From | To | |Control, Quarum ﬂ
Document Status Sort Order
= & Mame ¢ Title ¢ Create Date © Created By © Type ¢ Status
Search | Beset |

Search Help...

e Document Hame Search. Enter the document name or portion of the name in any case. Enter a string of characters to find
all documents with that string anywhere in their name. -

IQ Press allows easy access to your press documents which
include such information as media type, related issues, press
status and any related notes. 1Q tracks media organizations and
contacts, requests for interviews and media documents such as
press releases. In addition, users can scan documents such as
newspaper articles into an extensive library.
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; Intranet Quorum Graphs and Charts - Microsoft Internet Explorer

File Edit “iew Go Favortes Help Address |@ .n"iqsmp:8DDf'tc:_asp.n"gs_inmailissues.asp?sdc:CLlHDAY&spec::m0nth&enddate=5f5x’99j

e QAN AHAR | TBS

& Help People Tools Events Legislative Press Projects M2 Setup Laog Off
Return Hide Graph Hide Data

Incoming Mail Volume by Issue

Other =

A0t fdministration

AG--Agricutturs TRAN--Transportation

BAHE--Banking and Fi

TEST 5--Test of issu

CASE-Casewn rh

/ \ AR--£nimal Rights

IQ Tools supplements a rich variety of text-
based reporting options with charts and
graphs that provide trend data for analysis.

Colorful
charts and
graphical
analysis
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Latest Technology

* Web-based design — easy-fo-use interface,
increased speed & flexible environment

* Oracle database — the ideal platform for data
warehousing applications of every size and
scope

* Intranet Security — unique user accounts
with Microsoft NT and Oracle security



The CRM =1(Q Message

* Efficiency and service to the citizen 1s primary focus

* A Web-based solution delivers the future platform
needed for exceptional customer/citizen service

* Ensuring all areas of the organization have easy
access to citizen information 1

* Minimal risk solution with flexibility and
- . Il
scalability to support future requirements =

* Emphasis on ease-of-use




Similar Projects

Applying our Successful Experience

* Fairfax County

* Georgia Governor

* Minnesota Governor

* Virginia Governor

* Arlington County (new)

* Alabama Governor (new)

* White House

* U.S. House of Representatives
* U.S. Senate
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Building Stronger, One-to-One
Citizen Relationships




